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Abstract: Value Stream Mapping (VSM) is the set of actions that use the same resources of 
raw material to the final output and towards the end customers by eliminating the wastage and 
increasing the productivity and efficiency of the process flow. Many service organizations 
implemented VSM to improve productivity and efficiency. However, Sultanah Bahiyah 
Library, Universiti Utara Malaysia lack of emphasis on VSM implementation. Thus, this 
qualitative study applies value stream mapping to identify the current status of collecting and 
arranging the books back to the shelves. This research is intended to put forward observation 
and interview for the purpose of collecting data, analysed the data and providing 
recommendation to UUM Library. The proposed value stream mapping includes the process 
flow, lead time and cycle time of collecting and arranging books on the shelf. The study found 
that there are problems occurred for the students when they are using the computer system of 
the library, the availability of books different with the system and the books located at the 
carts or other places instead of on the bookshelves. Therefore, the recommendation such as 
providing e-books for the books prominently, develop a well-trained staff and locate him near 
to the computer system to solve the problems immediately supported the proposed value 
stream mapping. 
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    INTRODUCTION 
The new era of technology through the computerized environment has shifted to industrial 
society to the information one. One of the affected society is the higher education institutions. 
Therefore, it cannot be disavowed that higher education institutions become the important role 
to produce better quality and higher soft skills students (Che Azlan Taib, Yohanis Rante, & 
Ari Warokka, 2013). 
 
The library is an important building that contains a collection of books, periodicals for use or 
borrowing for the internal customers and also the external customers. Collection and services 
are the basis of academic library's operation. If the collection and services do not meet the 
expectation of the users or customers, or the preference needs of the customers, then the 
repeat user cannot be ensured (Hernon, 1999). 
 
There is always a value stream whenever the occurrence of product or service to the 
customers. As a part of continuous improvement, Value Stream Mapping is one of the lean 
management tools that help the organization or sectors eliminating the waste and improving 
the process flow of information and inventory and thus to increase the efficiency and the 
output of the product and the service (Howell, 1998). 
 
Based on the facts above, it is important to identify the problems of UUM Library that can be 
used as a standard of fulfil customers’ needs and expectation measurement. This research 
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result showed the information about the problems of customers in UUM Library. Thus, it can 
improve the process flow of collecting and arranging book to the bookshelf to meet the 
customers’ satisfaction. 
 
    METHODOLOGY 
Research is an investigation or systematic inquiry into a topic in order to disclose the issues 
and problems raised. Hence, the methodology is the way of how the researcher is going to 
conduct the research (Khor Li Sok & Dr Che Azlan bin Taib, 2014). In this research, 
qualitative method being used by using observation and interview. 
 
Observation was made for the customer service counter, arranging book back to the 
bookshelves, library computer system, automated book drop machine and manual book drop 
shelves. The observation data captured the general information by observing the process, the 
book collection time taken, and the time needed for arranging the book to the shelf. 
 
An interview session was conducted with the person in charge of Circulation System and 
Customer Service Department, Staff on duties and students in the library. An interview 
session was conducted for the purpose of receiving more clear information about the stages of 
process to describe on the findings and results in details. 
 
    RESULTS AND DISCUSSION 
The location of observation of this research is Perpustakaan Sultanah Bahiyah, University 
Utara Malaysia. The researcher chooses the date from 29 September 2019 to 12 October 2019 
for observation as it is the peak time for the students to search for their books, borrow and 
return back to the library. This is the period that students start doing assignments, preparing 
for quizzes and midterm examination. The area and result of observable information are stated 
in Table 1. 
Table 1 
Area and result of observation 
 
















Manual book drop 
shelf 
There are two to three staffs on duties at the customer service counter, 
the students with problems at the library asked about the solution at the 
customer service counter. 
There are roughly 100 bookshelves in the library. The staffs or 
librarians arrange back the books to the shelves and the time of 
arranging back is different every day. 
Students used the computer on the ground floor of the library to search 
for their books, there are also computer and mouse problem as the 
students were switching between the computers to search for their 
books. 
There are three automated books drop machine located inside the 
library while there is only one automated machine located outside the 
library. Students who used the book drop machine are normally spent 
within 5 minutes to return their books. 
There are one to two staffs collecting back the books in the manual 
book drop shelf at around 3pm. They also collected the books on the 
table that students did not return to the place provided. They sent the 
book back to customer service counter by using the trolley. 
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Figure 1 showed the current state value stream mapping of the UUM Library. From the 
interview with the person in charge of Circulation System and Customer Service Department, 
Asmaniza binti Mansor, she stated that there are four main process flow of collecting and 
arranging the book back to the bookshelves. There are also lead time and cycle time in 
between every process. 
 
Figure 1 
Current state value stream mapping 
 
Figure 2 showed the future state value stream mapping that proposed by the researcher. From 
the interview conducted, the books are shifted from a room to the customer service counter 
and wait for the person in charge of each rack of shelves to receive at the customer service 
counter. Thus, the researcher would recommend to deliver the book from the room straight to 
the person in charge to reduce the lead time as the person in charge can arrange back the book 
immediately when they received. The lead time can reduce by 240 minutes. 
 
Figure 2 
Future state value stream mapping 
 
    CONCLUSION 
The future value stream mapping indicated that the lead time in the entire process flow of 
collecting books and arranging back to the bookshelves is fairly elevated if compared to the 
execution time. This research points out the reasons of the long waiting time for the shifting to 
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customer service counter process. Therefore, the recommendation such as providing e-books 
for the books prominent, develop a well-trained staff and locate him near to the computer 
system to solve the problems immediately supporting the problem solving for customers or 
users in UUM Library. 
 
As a conclusion, the use of value stream mapping is essential in the identification of value 
adding and non-value adding activities to the selected process flow. The importance of 
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